
A new survey* from Uberall reveals American consumers are set to return  
to earlier in-store shopping patterns — but with a decidedly digital twist.

Despite the fact that e-commerce grew more than 32%** in 2020, the majority of shoppers 
say they will return to stores. Only 18% are pure online buyers. 
 
Yet 92% of consumers rely on the internet as part of their purchase process regardless  
of where the final transaction occurs.
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O2O SHOPPING:  
The New Convenience- 
Driven Consumer 

Online and Offline Work Together  

While the survey indicates a preference for in-store shopping, it shows the centrality of 
the internet in the buying process. Whether someone ultimately buys online or offline, the 
internet is now the starting point for consumer research. And as the lines between online 
and offline shopping continue to blur, shoppers are making decisions based on convenience 
rather than habit or a single preferred channel. 

When shopping locally, a mix of factors influence buying decisions, including price, near-me 
proximity, online reviews, hours and photos among other considerations.

WHEN  BUYING LOCALLY, WHICH OF THESE INFLUENCES YOUR DECISION?

It’s clear that a winning retail strategy now requires an integrated mix of digital and physical 
assets and purchase options to satisfy the evolving demands of convenience-driven local shoppers. 

*The study was fielded in April, 2021 among 1,018 US adults (18 - 65). Respondents were evenly divided between males and females. 
  ** US Census Bureau (Q1 2021)

Additional Findings: 

shop in stores as part of  
purchase process (online 
transactions included).

74%

of consumers consult 
multiple review sites before 
making a purchase.

88%

consider national  
brands with stores to be  
“local businesses.”

66%

rely on Google/Google  
maps for local business 
information and reviews.

70%

more likely to buy  
something online if they  
can return it to a local store.

66%

shop at Amazon because of 1) 
fast/free shipping, 2) product 
selection and 3) lower prices.

90%

Top consumer shopping 
pattern is “research online,  
buy in a store.” 

use the internet as part of  
the purchase process.

92%

go out of their way to shop in 
local stores even if it’s more 
expensive or less convenient.

30%

say most of their shopping  
will be online after COVID.

19%
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Learn more about Uberall and MomentFeed. 

of consumers visit multiple review sites 
sometimes or always to address potential 
review fraud, which 66.4% believe is a 
growing problem.

say that access to contactless in-store  
payments (e.g., Apple Pay) is somewhat or 
very important.

say the ability to message/text a business 
about products, services or hours is 
somewhat or very important.

report completing an online transaction on a 
smart speaker in the past year. 
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